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TRANSFORMATION OF LOAN ACTIVITIES
OF A COMMERCIAL BANK TO DIGITALIZATION

Abstract. Currently, digital transformation is seen as an integral element of maintaining the competitiveness of
banks: on average, a third of banking operations are already carried out using digital technology. The widespread
adoption of digital technology is associated with the needs of society, which at the present stage of innovation
development is aware of all the advantages achieved through the use of technology in the banking sector.

In conclusion, we note that the digital transformation process should be based on a digital strategy developed
taking into account the characteristics and needs of a particular bank. The implementation of a rational digital
transformation strategy will allow individual banks, and subsequently the entire banking sector, to increase business
efficiency and enter a new stage in the development of financial and credit organizations and the economy as a
whole. Currently, the financial system is in the process of development in accordance with the modern requirements
of the digital economy.

Key words: Digital transformation, financial and credit organizations, banking sector, digital technologies,
digital strategy, digital economy.

Introduction. Due to digital transformation, business models and concepts for the development of
the banking sector are being improved: from the advent of Internet banking to the transformation of
traditional money transactions. Innovative development is the main opportunity for sustainable and long-
term growth in the effectiveness of banks. In the coming decades, the digital development of the financial
sector will accelerate, and the sound management of digital transformation in the banking sector will
become an inherent advantage in a competitive environment. The process of digital transformation refers
to the use of digital technologies in order to improve existing business models, as well as increase business
efficiency. This process involves the introduction of innovative technologies on an ongoing basis, which
will lead to a complete digital transformation of the entire economy. The use of digital technologies
improves the ways of interaction between banks, government and potential customers.

Main part. Digital transformation implies the widespread introduction of modern methods of
providing banking services. The number of bank branches is reduced, many services are being transferred
to online services, especially when issuing loans or investing funds [9]. Such a transformation of the
banking sector has its drawbacks: the older generation may not keep pace with the acceleration of the
digital development process and for it a complete abandonment of traditional methods of doing business is
not good, although it is beneficial for banks to completely go online and there are already banks operating
exclusively on mobile digital platforms. An example is AtomBank in the UK, which does not have
physical offices for working with clients, all of whose work (from opening a current account to issuing
loans) is carried out using a mobile application.

The application of the achievements of digital technologies expands the client base due to the almost
universal and round-the-clock availability of banking services. The process of digital transformation of the
banking sector includes the following elements: analysis of customer experience, digitalization of the
products and services provided, as well as the transformation of the organization’s internal processes.
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Digital transformation is ensured through a thorough study of customer experience and analysis of
both existing needs and the identification of new ones. It is consumers of banking services that are the
driving force behind the innovative development of banks, as they, through the expression of their needs,
form requirements for modern banking products and services. Clients evaluate their experience of
interacting with banks depending on how easy and comfortable it was for them to receive a particular
service, therefore, the banking sector should constantly study customer experience, identify shortcomings
in their work, as new customers are likely to require use of even more modern technologies.

Earlier, banking performance was assessed through an increase in sales targets for products and
services, but in the era of the digital economy, banks have to reckon with modern digital challenges: now
banks are becoming more and more customer-oriented with their urgent needs. Billions of potential
customers can be served through the use of a mobile phone with Internet access, which forces banks to
constantly improve their digital technologies in order to maintain a competitive advantage. Barclays Bank
was one of the first banks to introduce an on-line banking system: now customers visit bank branches on
average twice a month, while they use mobile banking services up to 18 times a month

Transformation of internal processes of banks is also an important condition for the digital
development of the banking sector. Along with the introduction of digital, customer-centric technologies,
it is necessary to improve approaches to management, leadership and control.

The main obstacle to a full-fledged digital transformation of banks may be the lack of necessary skills
and abilities in the digital economy. Use of

temporary data analysis technologies through customer relationship management systems (CRM) is
one of the elements of digital transformation of banks, although statistics show that only one out of four
banks plans to introduce similar data analysis systems into their activities

The digital transformation of banks requires an integrated approach based on the development and
application of a digital strategy. Digital transformation covers all aspects of conducting financial and
credit activities, including bank management mechanisms, therefore, the digital transformation of the
banking sector should be coordinated with other development strategies in order to develop solutions that
help achieve maximum business efficiency. The digital strategy should be aimed at solving four main
problems: the introduction of digital technologies, the transformation of the process of creating the cost of
services, the financial aspect of digitalization, as well as changing the organizational structure. For the
successful implementation of the digital strategy, coordination of the above development areas is required,
which largely depends on the operating model of the bank.

New digital products of the bank are increasingly creating their own digital teams that combine the
competencies of business, IT and marketing. Most large banks seek to focus digital expertise internally,
with historically large IT departments and focusing on proprietary solutions.

The larger banks become, the more difficult it is for them to innovate. Accordingly, acceleration
paths are needed, including through partnerships with startup teams. For these purposes, banks buy
fintechprojects and support the development of fintech by investing in it in order to improve their services
and increase customer satisfaction. At the same time, fintech companies serve as a factor for banks to
respond to changes - by translating business models into digital and mobile forms or changing their
business culture to provide a better consumer experience. In this context, banks are transforming from a
classical financial institution to digital organizations.

The digital bank offers most of its products and services digitally using digital channels. The
infrastructure of such a bank is optimized for digital communications and is ready (along with the
corporate culture) for a rapid change of technology.

The number of digital banks in the world is growing - and organizations that do not even have their
own offices and ATMs show the greatest dynamics. They are better able to take into account customer
habits, offering special conditions unusual for the banking market, as well as additional non-financial
services.

New additional opportunities for expanding the business - for example, through the sale of partner
products (through the digital marketplace, as well as the implementation of the white label concept) are
still of little interest to TOP30 Russian banks. First of all, the restraining factor here is the non-
obviousness of monetization, the absence of obvious successful cases, including in world practice.
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The world's leading digital banks in terms of customer base

No banx MarepuHckas KOMITaHUS Crpana K;;ZE?E?&?EH)
1 ING Diba ING Group I'epmanus 8,5
2 Capital One 360 Capital One Financial CIIA 7,8
3 USAA Bank USAA CIIA 7
4 FNBO Direct First National of Nebraska CIIA 6
5 Rakuten Bank Rakuten Snonust 5
6 Tinkoff Bank - Poccus 5
7 TIAA Direct TIAA-CREF Trust Company CIIA 39
8 Discover Bank Discover Financial Services CIIA 3,5
9 Alior Bank - [Monbira 3
10 DKB AG - I'epmanus 3

HUcrounuk: Frost & Sullivan

Most banks note that they do not find a suitable turnkey solution on the market, and therefore they are
considering foreign platforms as well. Large banks are interested in maximizing the competitive edge of
digitalization. This determines a shift in priorities towards in-house development.

Six Ways to Get Into the Digital Race:

The development of the Internet of things, artificial intelligence, social networks and mobile solutions
offers enormous opportunities for financial service providers. To use them, financial service providers are
forced to transform their business by introducing digital technology.

According to Avaya representatives, the financial services industry is gradually shifting to an open,
integrated and promising technological ecosystem, which, with proper organization of processes, promises
financial institutions numerous advantages in terms of customer experience, promises competitive
business results, and also opens up wide possibilities for differentiating services. On August 2, 2017,
Avaya published a list of six different options that, according to company representatives, will help
financial service providers stay competitive in a smart digital world.

With the ability to create or embed custom communication tools, financial service providers can, in
particular, embed real-time video support in online and mobile terminals in order to create even more
personalized interactive services. Integration of video will allow, for example, to simplify the procedure
for reporting damage as a result of an accident to an insurance company. Or optimize the process of user
interaction with an ATM with minimal costs. Not surprisingly, about 80% of financial service providers
see video banking as a tool that will improve their customer experience and reduce costs.

These solutions are able to maintain a conversation with customers on almost any topic, starting with
information about their accounts and ending with a history of expenses. Moreover, these solutions allow
you to give personalized recommendations and suggestions, based on historical data and on real-time
information. According to industry experts, as technology is optimized, the chatbot ecosystem will only
expand. This will provide financial service providers with little effort to automate tasks such as intrusion
detection, transferring funds, comparing insurance programs, payment, etc. According to experts,
European financial institutions can achieve cost savings of up to 90% by automating workflows using
solutions like chat bots.

Considering that two-thirds of clients of financial institutions in the United States find attractive
features offered by consultant robots, it is not surprising that the market for digital counseling systems will
reach $ 500 billion by 2020. With the help of artificial intelligence technologies, banks can create
intelligent mechanisms. who will be able to offer advice on almost all issues, starting with investment
opportunities and ending with personalized approaches to accumulating savings. This is achieved through
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the use of an open integrated architecture, which allows us to achieve a single unified presentation of all
customer banking information.

The future of banking authentication technology can be described in one word - biometrics. Although
not yet ubiquitous, many market leaders are already actively introducing the use of physical characteristics
(fingerprints, voice, face, method of pressing keys) for automatic recognition. Biometrics is one of the
most important steps in the direction of digital transformation for PFCs facing today's realities in the field
of mobile services security. More than 90% of customers believe that their banks do not sufficiently
protect mobile applications, and 41% are confident that they will be hacked. Therefore, about 80% of
customers would use voice biometrics if this would provide increased security. In general, analysts expect
the biometrics market to reach $ 17 billion by the end of 2017, with an impressive CAGR of 18.5% over
the past 7 years.

Conclusion. Ultimately, financial institution clients seek targeted and personalized experience. They
want intuitive service providers to feel and understand their desires and address potential problems before
they arise. Due to the ability to comprehensively track and collect data and share it across the entire
organization, financial service providers can use training algorithms that will provide the necessary
intellectual capabilities at the last stage of resource selection and naturally optimize any interactions. At
the same time, a comprehensive analysis of all aspects of consumer contact with the company and its
services will allow the financial services provider to be proactive and eliminate any potential problems.

H. 7K. BaiimaramboeT, 3. A. Caab:kanoBa, I'. K. Kenec,
A. T. Adguxapumona, K. M. OmapxaHoBa

C. Ceiipynmun ateiagarsl Kazak arporexHukanslk yauBepcureti, Hyp-Cynran, Kazakcran

KOMMEPHUAJBIK BAHKTIH KPEJUTTIK
KBbIBMETIH CAHIBIK TPAHCOOPMALUAJIAY

Annoranust. Kazipri yakeiTTa caJbIK TYpJIeHAIpY OaHKTepiH Oacekere KaOIeTTLIIrH KOJIIay IbIH aXKbipamac
Oeuiri peTiHIE KapacThIPbUIAJBL: OpTa €celleH OaHK OolepalMsUIapbIHbIH YIITEH Oipi CaHIBIK TEXHOJOTHSHBI
KOJJJaHy apKBUIBI JKy3ere achIpbuiafbl. CaHIBIK TEXHOJIOTUSHBIH KCHIHEH eHTI3UTyi KOFaM KaKCTTLIIriHe
OaiimaHBICTEI Opi KOFaM OKUIIepl MHHOBAIMSIIBIK IAMYJIbIH Ka3ipri Ke3eHiHIe OaHK CEKTOPBIHIA TEXHOJOTHSHEI
KOJITaHYbIH OapIIbIK apTHIKIIBIIBIKTAPEIH MEHI€PIreH.

Hudpnsik Tparchopmanmsiiay yaepici Oenrini 6ip OaHKTIH cHIaTTaMachl MEH KaXETTUIITH ecKepe KacalraH
CaHJBIK CTpATETHsIFa HeTi3emnyl KakeT. TpaHcopMannsHbIH YTHIMABI CAHBIK CTPATETHSCHIH ICKE achIpy KEKelereH
OaHKTEpre, comaH KeiiH OYKim OaHK CEKTOpBIHA THIMILIITIH apTTHIpyFa JKOHE KapiKbI-HECHENK YHbIMIap MeH
TyTacTail YKOHOMHKAHbI TaMBITYBIH JKaHa Ke3CHIHE IIBIFyFa MYMKIHIIK Oepei.

BaiimaHbICTEIH apHAWBl KYpaJAapbslH Kypy HEMece eHIipy MYMKIHIITIMEH Kap>KbUIBIK KBI3MET IpoBaiaepiepi
JKEKEJIeTeH HMHTEPaKTHBTI KBI3METTep/Al KYpYy VIUIH HaKThl YakbIT pPEXHUMIHIE OHJAaWH JKOHE MOOMIIbI
TepMHUHaANapra OelHeKosgay KepceTe anaipl. Mpicanbl, OeiHEHI HMHTerpauusiay CaKTaHIbIPy KOMIAHHUSICHIHA
JKa3aTalbIM OKWFa CajiapblHAH KEJT'eH NIBIFBIH Typasbl ecen Oepy paciMiH )KEeHUIIeTyre MyMKiHaik Oepemni. Hemece
a3 IIBIFBIHABI NTalJaaHyIBIHBIH OaHKOMATIIEH e3apa SpeKeT €Ty YHAEepiCiH oHTaimaHipIpaabl. KapKbUIBIK KbI3MET
Kepceryurinepain mamameH 80% OeifHe-0aHKHMHITI KIMEHTTEPAIH TOKIPUOECIH >KaKCapTaThIH JKOHE LIBIFBIHAAP.IbI
TOMEHJICTETIH KypaJl peTiH/e KapacThIpabl.

Byn menriMaep KIMEHTTEPMEH Ke3-KEITeH TaKbIPHIN OOMBIHINA, ONApABIH IIOTTaphl Typajbl akHmaparTaH
Oacram, ITBIFBIH TapUXbIHA JEHiH ceiyiecyre MyMKiHmiK Oepeni. CoOHbIMEH KaTap, OyI MISNIiM TapuXH OepeKTepre
JKOHE HAKTHl YaKBITTaFBI aKIapaTTapFa HETi3NIeNreH jKeKe YCHIHBIM MEH YCHIHBIC Oepyre MyMKiHmiK Oepenmi. Cama
MaMaHIapbIHBIH aWTYbIHINA, TEXHOIOTHS OHTAIaHABIPBUIFAHABIKTaH, YaTOT dKOXKyieci KeHedeni. by KapKbpUTbIK
KbI3MET MpoBaiifiepiepiHe KOJCYFyIIBUIBIKTBI AaHBIKTAYy, KapakaTTbl aynapy, CakTaHAbIpY OarmapiamaniapblH
CaNBICTBIPY, TOJIEMJEP KoHE T.0. TalChIpMalapAbl aBTOMATTAHABIPY YIIIH a3 KyII >kymcaisl. CapambiiapIbsig
HiKIpiHIIEe, eypONajblK KapiKbl MHCTHTYTTapbl 4ar-00T CHIHIBI INENIIMIEPAiH apKachblHAA >KYMBIC aFblHIAPbIH
aBTOMATTaHBIPY apKbUIbl WBIFIHAAPBI 90% AeiiiH YHEMIeyTe KO XKeTKi3e anajpl.

Awmepuka Kypama IlrtarrapbiHgarsl Kapkbl HHCTUTYTTapbl TYTHIHYIIBUIAPBIHBIH VIITEH €Kici KeHecuIi-
poOOTTap YCHIHATHIH TapTHIMIBI MYMKIHAIKKE KOJI KETKI3TeHIH €CKePCEK, CaHIbIK KeHec Oepy >KyHenepiHiH HapbIFbl
2020 xpurra Kapaih 500 wMwmapn JoJulapra JKeTCe  TaHAAaHbIC —TynblpMaiabl. JKacaHAbl HHTEIUIEKT
TEXHOJIOTHSICHIHBIH KOMETiMeH OaHKTep 3MATKEpJIiK TeTiKTepAl opblHmail amanpl. CoHmal-ak, HWHBECTHULMSIBIK
MYMKIHIIKTEpIeH OacTan >XHHAKTayIbIH >KEKe TocuImepiHe [eiiHri Oapiblk Mocerenep OOWBIHIIA KEHECTEp
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yceiHanbl. bByFaH TYTHIHYmIBDIApABIH OaHKTIK akKmapaTTapAbl allyFa CeNTiTiH THUTI3eTiH AamblK OipiKTipireH
APXUTEKTYpaHBl KOJIAAHY apKbUIBI KOJ KETKi3IeTi.

Tyiiin ce3mep: caHABIK TYPIEHIIPY, Kap)Kbl-HECHENIK YHbIM, GaHK CEKTOpPBI, CAHABIK TEXHOJOTHS, CAHIBIK
CTpaTerus, CaHAbIK YKOHOMHKA.
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TPAHC®OPMAIIUA KPEIUTHOM NJEATEJBHOCTH
KOMMEPYECKOI'O BAHKA B IU®POBU3ALIUIO

AunHoranusi. B Hacrosimiee Bpemst ungpoBast TpaHCHOPMAIMS pacCMaTPUBACTCsl KaK HEOTHEMIIEMbIN 3JIEeMEHT
MOJI/IepKaHUsT KOHKYPEHTOCIIOCOOHOCTH OaHKOB: B CpPeHEM TpeTh OAaHKOBCKHMX ONeEpanuil y)e NPOHM3BOAUTCS C
MOMOLIBI0 HU(POBBIX TexHoyorui. [loBceMecTHOE BHenpeHHe LU(PPOBBIX TEXHOJOTHH CBA3aHO C HNOTPEOHOCTSIMHU
o01ecTBa, KOTOPOe Ha COBPEMEHHOM 3Tare Pa3BUTHS MHHOBALMI OCO3HAET BCE NPEMMYIIECTBA, TOCTHIaeMble 3a
CYET WCIIOJIb30BAHHS TEXHOJIOTHH B OAaHKOBCKOM CEKTOPE.

B 3akmoyeHme oTMeTHMM, YTO IIpolecc LU(POBOH TpaHCHOpPMAIMK JIODKEH OBITh OCHOBAaH Ha LU(POBOH
CTpaTeruy, pa3pabOTaHHOW C y4YeToM OcCOoOeHHOcTell W moTpeOHOcTel KOHKpeTHoro OaHka. Peammzarus
panMoHanbHOM cTpaTeruu MUQGpoBOro npeodpa3oBaHUs MO3BOJINT OTAEIBHBIM OaHKaM, a BIIOCIEICTBHH U BCEMY
0aHKOBCKOMY CEKTOpPY MOBBICHTH 3(G(EKTUBHOCTD IESTEINbHOCTH W BBINTH HAa HOBBIM 3Tam pa3BUTHS (PUHAHCOBO-
KPEAWTHBIX OPraHU3alMii M SKOHOMUKH B LeJoM. VIMes BO3MOJKHOCTh CO37aBaTh WM BCTPAaMBaTh COOCTBEHHBIE
CpEICTBA CBS3H, IOCTABIIMKH (PUHAHCOBBIX yCIyI MOTYT, B YACTHOCTH, BCTPAUBATh HOANEPKKY BHUICO B PEabHOM
BPEMECHU B OHJIAIIH ¥ MOOWJIBHBIE TEPMHHAIBI JUIS CO3/1aHMA elle 0oJiee NMepPCOHATN3UPOBAHHBIX WHTEPAKTUBHBIX
ycnyr. MHTerpaiyst BUICO MO3BOJIUT, HAPUMEP, YIPOCTUTH HPOIELYPY COOOIICHHS O MOBPEXKICHHUIX B PE3yJIbTaTe
HECYACTHOI'O ciiydas CTanOBOﬁ KOMIIaHUU HWJIKX ONTHUMHU3UPOBATH MPOLCCC BSaHMOﬂeﬁCTBHﬂ IIOJIB30BATCIIAA C
0aHKOMaTOM C MHUHUMaJbHBIMHU 3aTpaTamu. He ynuBuTensHO, 4To okoyio 80% MOCTaBIIMKOB (PUHAHCOBBIX YCIIyT
paccMaTpuBarOT BUICO0AHKMHI KaK WHCTPYMEHT, KOTOPBIH YIIyYIINT HMX KadyecTBO OOCITYKMBaHHsS KJIMEHTOB W
COKPaTUT PaCXOJIbL.

OTH peleHns: CIOCOOHBI MOANEP)KUBATh JHAJIOT C KIMEHTAaMH INPAKTHUECKW Ha JOOyI0 TeMy, HadWHas ¢
nH(popManny 00 X aKKayHTaxX W 3aKaHYMBAs HCTOPHEH pacxonoB. boiee Toro, 3TH penieHus Mo3BOJISIIOT BaM J1aBaTh
MepCOHAJIbHBIE PEKOMEHANH U TPEJIOKECHHUS, OCHOBAaHHBIE HAa HCTOPHYECKUX JAHHBIX U MH(POPMAINN B PEKHME
peanbHOro BpeMeHH. 110 MHEHHMIO OTpacieBbIX 3KCIEPTOB, IO MEPE ONTHMHU3AIMU TEXHOJIOTHH, 3KOCHCTEMa 4YaT-
60TOB OymeT TOJBKO PACIIUPATHCS. ODTO TO3BOJIUT TOCTABIIMKAM (HUHAHCOBBIX YCIYyT 0€3 OCOOBIX YCHIINH
aBTOMATU3UPOBaTh TAKHE 3aJaud, Kak OOHApY)XKEHHE BTOP)KEHWH, MEPEBOJA CPEICTB, CPABHEHHE CTPaXOBBIX
nporpamm, Iiatexxed u T.4. [Io MHEHHIO SKCIEpPTOB, €BPONEWCKUE (MHAHCOBBIE HHCTUTYTHI MOTYT JOCTHYb
sxoHOMHH 10 90% 3a cyeT aBTOMATH3alKU PabOYUX MPOIECCOB ¢ MOMOIIBIO TAKKUX PEIICHUH, KaKk 4aT-00ThI.

VYuuThIBasg, YTO JABE TPETH KIMEHTOB (QuHAHCOBBIX yupexiaeHuit B Coenunensbix llTartax HaxomsT
NIPUBJIEKATEIbHBIE BO3MOXKHOCTH, IpeJIaraeMble poOOTaMU-KOHCYJIbTAaHTAMH, HE yIUBHUTEIILHO, YTO PBIHOK CHCTEM
mudpoBoro KoHcynbTHpoBaHus gocturaer 500 musummapnoB noiutapoB K 2020 roxy. C moMOLIbIO TEXHOJOTHH
MCKYCCTBEHHOT'O MHTEIJIEKTA OAHKH MOJKET CO3/1aBaTh MHTEIUIEKTYJIbHbIE MEXaHH3MBbI, KOTOPBIE CMOTYT J1IaTh COBET
MPAaKTHYECKH IO BCEM BOINPOCAM, HaYMHAS C WHBECTHLMOHHBIX BO3MOXKHOCTEH M 3aKaHYMBas MHIWBHAYaTbHBIMU
MOJXOJaMH K HAKOIUICHUIO COEpEeXEHUH. DTO HOCTUTACTCS 3a CUET HMCIHOJIBb30BAHUS OTKPBITON MHTETpHPOBAaHHON
APXUTEKTYphl, KOTOpas TIO3BOJIUT HaM OOECHEYUTh E€AWHOE IIPEJCTABICHHE BCEH KIMEHTCKOH OaHKOBCKOM
nH(pOpMaIUH.

KimoueBblie cioBa: nudposas TpaHcopmaiusi, GHHAHCOBO-KPEAUTHBIC OpPraHU3alni, OaHKOBCKHI CEKTOP,
U POBBIC TEXHOIOTUH, HH(GPOBas cTparerus, Hu(pPoBas IKOHOMHUKA.
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